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Key Findings and Highlights
Key findings and highlights from the first two phases of the SAF-T project include the following:

° A survivor-centered framework for brief crisis intervention depicts the approach
and activities necessary to support and empower those affected by relationship
abuse. The combined use of both the survivor-centered approach and activities will

likely result in better outcomes.

° Analyses of data from The Hotline led to the recommendation of seven theoretically

based performance measures.

° Contactors were effectively engaged with a combination of both survivor-centered

approaches and activities during interactions with The Hotline.

Methods

We reviewed published literature and de-identified online chat transcripts. Findings from these
activities were incorporated into for a four-step concept mapping process used to develop a
survivor-centered framework. We used the final framework to inform the development of a set
of performance measures and analyzed data currently collected by The Hotline to conduct a

program assessment.

Glossary

Advocates are staff from The Hotline who provide crisis intervention and other services to

individuals who contact The Hotline via phone, online chat, or text

Constructs are complex concepts or ideas formed from the synthesis of more simple concepts

or ideas (VandenBos, 2015).

Contactors are individuals who contact The Hotline via phone, online chat, or text.

Performance monitoring (and improvement) is the process of measuring and reporting

program performance for the purpose of continuous quality improvement.
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Executive Summary

Purpose

The purpose of this report is to help a broad audience (e.g., practitioners, policy makers,
academicians, researchers, and the public) understand the process of developing a theoretical
framework for a brief crisis intervention and associated performance measures to inform
program performance monitoring and evaluation. The report includes a description of project
objectives, methods used, research questions addressed, key findings from program

assessment, and recommendations.

Background

The National Domestic Violence Hotline (The Hotline®) provides 24-hour, national, toll-free, and
confidential advocacy services by phone, online chat, and text messaging. It offers brief crisis
intervention, safety planning, emotional support, resources, and referrals to community
programs. The Hotline informs and assists adult victims/survivors of relationship abuse, their
family and household members, as well as others affected by violence to build healthy, safe,
and supportive communities and families. Through its loveisrespect project, The Hotline
provides tailored services to youth and young adults focused on promoting healthy

relationships and preventing patterns of abuse (National Domestic Violence Hotline, 2017).

Demonstrating impact for domestic violence programs, such as crisis intervention hotlines,
poses significant challenges. To achieve appropriate outcomes, abuse victims/survivors require
tailored responses to address their specific experiences and circumstances. Program evaluation
and performance monitoring are critical for understanding the outcomes of programs as well as
for making program adjustments. Additionally, comprehensive and relevant measures of
performance must reflect program complexity. A program theory is necessary to explain how
and why a program will produce desired outcomes (Hansen, Kanning, Lauer, Steinacker, &
Schlicht, 2017). Yet, no existing theories of behavior change related to hotline use adequately
explain how or why The Hotline can expect to achieve desired outcomes.
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To what extent are contactors engaged in survivor-centered activities during

interactions with The Hotline?

a. To what extent are contactors’ perspectives and beliefs assessed during
interactions with The Hotline?

b.  To what extent are contactors’ situation and needs assessed during
interactions with The Hotline?

c. To what extent are contactors encouraged and supported in the development
of a personalized action and safety plan during interactions with The
Hotline?

d.  To what extent are contactors provided with resources during interactions
with The Hotline?

To what extent are contactors engaged with survivor-centered approaches and

engaged in survivor-centered activities during interactions with The Hotline?

Key Findings

Key findings from the first two phases of the SAF-T project include descriptions of (1) major

assumptions of the final survivor-centered framework, (2) theoretically informed performance

measures recommended for ongoing performance monitoring and evaluation, and (3) program

assessment results from the analysis of data from The Hotline.

A survivor-centered framework for brief crisis intervention depicts the approach
and activities necessary to support and empower those affected by relationship
abuse. The survivor-centered framework prioritizes the needs and wishes of
survivors and respects their readiness to make changes. It focuses on tailoring the
approach and activities to the specific needs of each individual seeking assistance to

achieve the intended outcomes for survivors.

The combined use of both the survivor-centered approach and activities is
important for survivors to feel supported and empowered. The framework
illustrates the importance of engaging survivors with both a survivor-centered
approach and activities. In doing so, survivors are more likely to feel supported and
empowered following a brief crisis intervention. While activities can be conducted
independent of the approach, and result in positive outcomes, combining these

activities with a survivor-centered approach will likely result in better outcomes. In
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other words, the types of services provided during a brief crisis intervention are

important, but the manner in which services are delivered also matters.

° The theoretically grounded and stakeholder-informed approach supported
development of a framework reflective of the unique context and goals of brief
crisis interventions. The resulting survivor-centered framework reflects current
published literature on relationship abuse, safety behavior, and theory combined

with stakeholder expertise and experiences.

° Analyses of data from The Hotline using a preliminary set of performance
measures led to the recommendation of seven final theoretically based
performance measures:

1. Contactor was engaged using a kind and compassionate tone throughout
chat/text/call (“express sensitivity”);

2. Contactor was provided emotional support throughout chat/text/call (“build

trust and rapport”);

3. Contactor was validated consistently and appropriately throughout
chat/text/call (“provide validation and support”);

4. Contactor was helped to assess advantages, disadvantages, and potential risks

of options (“assess survivor perspectives and beliefs”);

5. Contactor was assisted in thinking about next steps and possible timeline

(“assess survivor situation and needs”);

6. Contactor was assessed for immediate safety (“develop action and safety

plan”); and

7. Contactor was provided information, resources, and options (“share

resources”).

° Contactors were effectively engaged with survivor-centered approaches during
interactions with The Hotline. These survivor-centered approaches included
expressing sensitivity, building trust and rapport, and providing validation and
support. Combined data across the three approaches revealed that 94.3 percent of
phone contactors and 85.3 percent of digital contactors were effectively engaged
with survivor-centered approaches. Individual effective ratings for each of the three
performance measures in the approach component ranged from 91 to 98 percent

among phone contacts and 78.2 to 88 percent among digital contacts.
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2.3 Concept Mapping

To explore perspectives on key factors necessary for effective brief crisis intervention for those
affected by relationship abuse, we recruited stakeholders to participate in a concept mapping
activity. The focus on empowerment and support in the concept mapping activity, rather than a
broader category of “safety behaviors” identified in the literature review, reflects discussions
with ACF, the SAF-T project team, and the expert panel.

Concept mapping is a participatory qualitative research method that helps users to develop a
conceptual framework for how a group views a topic or aspects of a topic (Galvin, 1989; Kane &
Trochim, 2007). Concept mapping uses a structured data collection approach, which allows for
the collection of a wide range of participant-generated ideas and applications of quantitative
analytic tools (e.g., multidimensional scaling and hierarchical cluster analysis). Results from this
process produce illustrative cluster maps depicting relationships among shared ideas. The
method has been used successfully with diverse stakeholder groups, ranging from adolescent
schoolchildren to healthcare providers to community neighborhood residents; it has also been
used to address a variety of community health topics, from pregnancy outcomes to school
violence (Burke et al., 2005; Vaughn, Jones, & Burke, 2017). Concept mapping directly engages
different types of stakeholders (Vaughn, Jones, & Burke, 2017) and stakeholders become
collaborators throughout several steps, “contributing more than responses to questions”
(Burke et al., 2005, p. 1394).

To recruit stakeholders to participate in the concept mapping activity, we used non-
probabilistic sampling methods to construct the stakeholder sample across five stakeholder
groups: (1) The Hotline staff, (2) The Hotline contactors, (3) service providers, (4) policy
advocates, and (5) federal staff. The five groups were selected to include stakeholders
representing a broad range of perspectives and domestic violence expertise and had varying
relationships to The Hotline. To initiate the sampling process, we developed a list of potential
sources to identify stakeholders with input from The Hotline, ACF, and the expert panel. Next,
we sent email invitations to potential participants to introduce the project and associated
stakeholder engagement activities and to request that potential participants nominate up to
three additional people to participate in the concept mapping activities. The goal was to recruit
15 participants per stakeholder group.
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Figure 3. Eight key constructs that stakeholders identified as necessary for effective brief
crisis intervention to empower and support those affected by relationship
abuse

(Express) Sensitivity

* The need for Advocates to be sensitive to cultural and language difference (17 factors)

(Build) Trust & Rapport

¢ The role of supportive language, empathy, and non-judgmental communication in the
development of trust between survivors/contactors and advocates (16 factors)

(Provide) Validation & Support

¢ The need for a strength-based approach that validates survivors' experiences and seeks to
engage them in the process (13 factors)

(Use) Survivor-Centered Approaches

e Meeting survivors where they are and focusing on their readiness to make changes (10 factors)

(Assess) Survivor Perspectives & Beliefs

* Assessment of what survivors want and respect for their current situation (16 factors)

(Assess) Survivor Situation & Needs

e Assessment of survivors' immediate needs and desired outcomes (8 factors)

(Develop) Action & Safety Plan

» Assessment of danger and safety and presentation of information about next steps (18 factors)

(Share) Resources

¢ Links to local resources addressing multiple needs including physical, medical, economic,
shelter, and legal (8 factors)

2.4 The Theoretical Framework

We engaged members of the expert panel, The Hotline, and ACF in the interpretation of the
concept mapping findings and collaborated with them to refine the survivor-centered
theoretical framework. Figure 4 presents the final theoretical framework and shows how the
constructs informed the development of the theoretical framework. The survivor-centered
framework focuses on survivor outcomes of feeling supported and empowered, and organizes
key constructs into two components: approach and activities. This survivor-centered framework
prioritizes the needs and wishes of survivors and respects their readiness to make changes. It
focuses on tailoring the approach and activities to the unique needs of each individual seeking

assistance to achieve the contactor’s desired outcomes.
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Figure 4. Survivor-centered framework for brief crisis intervention guiding the
work of The Hotline

SURVIVOR-CENTERED

APPROACH Assess Survivor SCIINES SURVIVOR
Express Perspectives and Beliefs OUTCOMES

Sensitivity
Assess Situation Feel

Build Trust and Needs Supported

and Rapport

Provide and Safety Plan Empowered
Validation
Share
Resources

The approach component of the framework includes constructs specific to expressing
sensitivity, building trust and rapport, as well as providing validation. This emphasizes the need
for Advocates to be sensitive to cultural and language differences. The role of supportive
language, empathy, and non-judgmental communication is essential for the development of
trust between survivors/contactors and Advocates. It also reflects the need for a strengths-

based approach that validates survivors’ experiences and seeks to engage them in the process.

The activities component includes constructs specific to assessing survivor perspectives and
beliefs, assessing situations and needs, developing an action and safety plan, and, ultimately,
sharing resources. Assessment of what survivors want, their immediate needs and desired
outcomes, and their safety is critical. Assessment is necessary to inform next steps and link
survivors to relevant local resources to address their needs (e.g., physical, medical, economic,
shelter, and legal resources). These activities ideally occur sequentially and result in a survivor-
centered response.

Theoretical Framework and Performance Measures for the National Domestic Violence Hotline 9


















3.2 Testing and Refining Performance Measures

This section details the processes used to test and refine the preliminary performance
measures, which included obtaining data from the Hotline to determine baseline
measurements of the various numerical indicators for each performance measure. We provide
a description of the data sources in Section 3.2.1, followed by a description of data cleaning
steps (Section 3.2.2), data weighting procedures (Section 3.2.3), and data issues (Section 3.2.4).

Then, we describe our analysis approach in Section 3.2.5.

3.2.1 Data Sources

The Hotline provided phone and digital QA form and Salesforce data for three non-consecutive
months: August 2018, October 2018, and February 2019. We included three non-consecutive
months to examine both seasonal variation (i.e., summer, fall, winter) and variation related to
the length of time since the most recent Advocate training (conducted in January 2018 and
September 2018). For consistency, we selected months following the July 2018 updates to data
definitions. Details regarding the analysis of these data and results of testing are described in

the sections below.

3.2.1.1 QA Forms

As noted in Section 3.1.1, Advocate supervisors at The Hotline use QA forms to assess the
quality of services Advocates provide when responding to contacts to The Hotline. Supervisors
are expected to routinely assess Advocate performance and complete at least two QA forms
per Advocate each month, though new Advocates are assessed four times per month. The

Hotline uses QA forms to internally evaluate Advocates and provide feedback for improvement.

Both phone and digital QA forms include 30 specific skills for assessment. While most of the
skills listed on phone and digital QA forms are the same, a few are tailored to their respective
modes of contact. Supervisors rate each observed skill based on a four-level scale, including
skills support needed, building, effective, and mastery. The definitions of each level are shown in
Table 2.
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3.2.1.2 Salesforce

The Salesforce database contains one record for each contact with The Hotline. During each
interaction, Advocates enter data to include interaction date; Advocate identification (ID)
number; contactor type (e.g., victim/survivor, family/friend, service provider), demographics,
location, and needs; abuse type; and a summary of the conversation as well as additional
information. To develop the performance measures, we used contacts by Advocate ID from
Salesforce to match corresponding Advocate IDs on QA forms and then weighted data from the
QA forms as described in Section 3.2.3.

3.2.2 Data Cleaning Process

As described earlier, The Hotline provided an extract of the Salesforce database and all phone
and digital QA forms for August 2018, October 2018, and February 2019. To reduce burden, we
requested three months of non-consecutive data spanning a six-month time period, hoping to
capture some of the seasonal variation in our analysis file. The Hotline provided QA form data

in individual Excel spreadsheets via Westat’s secure File Transfer Protocol (FTP) website.

We designed a process to extract data from each Excel file and combined it by mode of contact
for each of the three focal months. Next, we restricted data to victims/survivors and matched
each Advocate ID number represented on QA forms to the corresponding Advocate ID
represented in the Salesforce database within month and phone or digital contact. Any records
associated with Advocate IDs that could not be matched between the two files were dropped

from the analysis file. As a result, we excluded one phone QA form from October 2018.

Table 3 shows the number of QA forms for victim/survivor contacts to The Hotline by month
and mode of contact. After excluding the one non-matching record, there were 277 phone QA
forms and 254 digital QA forms, for a combined total of 531 QA forms across the three months.

We also found 3,833 Salesforce records with Advocate IDs that did not have a matching QA
form; we excluded these from the analysis file. Based on the Advocate ID matching process, we

excluded one or more Salesforce records for each month and mode of contact.
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To develop weights, we implemented a multi-step process. First, we computed counts of
contacts for each Advocate by month and mode of contact. Second, we used the computed
number of contacts to adjust the QA form counts such that the weighted count when
summarized to the Advocate level equaled the number of contacts in which the Advocate had
participated for that month. For example, if Advocate #105 had two QA forms and 100 contact
records in the Salesforce database, the weight of each QA form for that Advocate would be
100/2 = 50. If Advocate #202 had two QA forms and 1,000 contact records in the Salesforce
database, the weight of each QA form for that Advocate would be 1,000/2 = 500. Therefore, QA
forms for Advocate #202 would have 10 times the influence on analysis results. This
corresponds to contactor experience, as the average contactor would be 10 times more likely
to interact with Advocate #202 than with Advocate #105.

Third, we adjusted weights to account for Salesforce records with missing QA forms. As
described earlier, these records were dropped from the file. Weights for the remaining records
were adjusted to account for the excluded records within month and mode of contact. For
example, for the August phone file, there were 557 records excluded, with 10,598 records
remaining on the file. We applied an adjustment factor to the weight for the remaining records
on the August phone file so the records in the file represented all phone contacts in August. The
adjustment factor for the August phone file was (10,598 + 557)/10,598 = 1.05. Therefore, if
there was seasonal variation, this weight adjustment will properly represent the month when

records are combined across months.

This multi-stage weighting process resulted in a weighted number of QA forms for
victim/survivor contacts to The Hotline by month and mode of contact. As shown in Table 5, the
analysis file included weighted totals of 29,455 phone QA forms and 15,431 digital QA forms,
for a combined weighted total of 44,886 QA forms.
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3.24.1 Missing Data Elements

When we examined the 10 data elements identified as performance measures, we found some
variation in missing data. For example, Table 6a shows that only 0.4 percent of phone contacts
have missing data for performance measure #4 (Contactor was validated consistently and
appropriately throughout chat/text/call) and that 3.6 percent of contacts have missing data on
performance measure #3 (Contactor was offered encouragement for their plan of action
developed). There was slightly less variation in missing data for digital contacts. Specifically, the
percentage missing ranged from 0.4 percent for performance measure #8 (Contactor was
assessed for lethality, including suicide) and 2.0 percent for performance measure #3
(Contactor was offered encouragement for their plan of action developed). Overall, missing

data was not a major issue.

3.24.2 Not Applicable

The Hotline supervisor determines when a data element on the QA form is not applicable
during a call. According to The Hotline, supervisors often use not applicable when the contactor
disconnects soon after the Advocate assesses the situation. The use of not applicable varied
greatly among the 10 data elements identified as performance measures. For example, Table 6a
shows that, for phone contacts, supervisors never used not applicable for performance
measure #1 (Contactor was engaged using a kind and compassionate tone throughout
chat/text/call) or performance measure #7 (Contactor was assessed for immediate safety). In
contrast, supervisors selected not applicable in 19.3 percent of contacts for performance
measure #9 (Contactor was provided assistance in creating a comprehensive, customized safety
plan).

Use of not applicable also varies across mode of contact. For example, supervisors selected not
applicable for 3.2 percent of phone contacts and 41.2 percent of digital contacts for
performance measure #3 (Contactor was offered encouragement for their plan of action
developed). Assuming The Hotline supervisors used not applicable appropriately, it is important
to note that population size in the analysis tables may vary by performance measure because
some performance measures are not universal. However, universality is not necessarily an
indicator of performance measure effectiveness. For contacts where a performance measure is
applicable, a high quality rating would suggest that the contactor received high-quality service.
However, if not applicable is being overused (i.e., used inappropriately), there may be bias in
the results.
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of Advocates, so essentially QA data represent The Hotline’s review of its own performance.
Also, when we matched QA and Salesforce data, we discovered that 11.6 percent of all digital
contacts and 5.8 percent of all phone contacts were related to Advocates with missing QA
forms for the three months included in our analysis. The results of our analysis could be biased
if assessments of Advocates with missing QA forms were somehow different than those with
non-missing QA forms. Similarly, the results of the analysis could be biased if supervisors
overused not applicable in their QA form assessments. Their use of not applicable varied widely
among the QA data elements that comprised the 10 initial performance measures, and the
proportion of not applicable responses factored into our selection of the final seven

recommended performance measures.

5.2 SAF-T Project Strengths

The SAF-T project employed multiple methods in an iterative process with ongoing stakeholder
engagement. Together, the systematic review of published literature, interviews with Hotline
Advocates, and review of de-identified Hotline chat transcripts provided rich content for the
four-phase concept mapping activity. Our diverse group of stakeholders participated in the
brainstorming, sorting, rating, and interpretation phases of concept mapping, which yielded the
key constructs undergirding our initial theoretical framework. To further strengthen our
approach, The Hotline, ACF, expert panel members, and project staff collaborated to refine the

final theoretical framework and select our initial set of performance measures.

With regard to testing and refining the performance measures, we used existing data from The
Hotline, which meant that there was no data collection burden on Advocates or risk for
victims/survivors. We included phone and digital data for three non-consecutive months to
examine both seasonal variation and variation related to the length of time since the most
recent Advocate training. While the performance measures are based on data elements found
on QA forms for Advocates, we were able to represent the experience of contactors, the actual
unit of analysis, by creating weights for QA form data. An unweighted analysis would have
placed more emphasis on the contacts of new Advocates, who are assessed more often and
therefore have more QA forms in the analysis file. Also, the number of contacts per Advocate
varies, so the Advocate experience does not directly represent the contactor experience. To
address these issues, we used counts from contact-level Salesforce data to weight performance
measure data elements selected from QA forms. We also analyzed digital and phone data

separately and discovered several reasons not to combine the two modes. Finally, our analyses
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The construction of our data analysis file required several time-consuming steps. For example,
to provide a de-identified QA form dataset, The Hotline staff had to manually replace each
Advocate name with a unique ID and delete supervisor names at the same time. Because The
Hotline currently collects QA form data in individual Excel spreadsheets, we had to design a SAS
program to extract data from each individual form. Also, we requested several rounds of data
retrieval from The Hotline in an attempt to match contacts captured in the Salesforce database
with QA form data, yet were unable to do so for 11.6 percent of digital contacts and 5.8 percent
of phone contacts. We recommend that The Hotline review and appropriately restructure the
QA data collection database to facilitate data retrieval and thereby reduce burden and
enhance completeness for future analysis.

After we had created an analysis dataset, data cleaning and analysis required additional skilled
programming expertise. One major consideration is whether The Hotline will have the capacity
to replicate our process for periodic assessment. The development of an ongoing assessment
process could be facilitated and standardized by the design and implementation of a “push-
button” analysis tool to generate real-time reports for each of the seven performance
measures. However, this endeavor may be more resource intensive than is feasible for The
Hotline. We recommend that a skilled programmer or analyst design a push-button macro
that The Hotline can use to populate the tables in this report with new data as desired. The

macro would likely require the use of a data analysis software package such as SAS or SPSS.
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